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SAP eXperience Day
Un consumatore per amico



WHERE HAVE WE 
COME FROM?



BEFORE





AN UNWRITTEN RULE…

DO NOT SPEAK TO 
CUSTOMERS
Productivity is the priority



WHAT WE WERE FACED WITH

Dia Alcampo Mercadona Lidl

NPS -
15

NPS 20
NPS 7

NPS 8

NPS KANTAR 2016 (CLIENTES Y NO CLIENTES)



WE BEGAN TO UNDERSTAND THE CUSTOMER 
EXPERIENCE

10.4
El cliente se siente 
presionado/agobiado

10.1
Mucha cola y cajas 
cerradas

5.1 
Faltas de 
productos

8.2
Desinterés en ayudar 
ante dudas o 
incidencias

10.2
Cajeras poco 
agradables y poco 
cercanas

IDENTIFIED 67 
PAIN POINTS



8

EVERY STOREEVERY INTERACTION EVERY EMPLOYEE

CUSTOM INSIGHTS IN REAL TIMEPRIORITISED 
ACTIONS

ASSESSING OURSELVES FROM THE 
CUSTOMER’S POINT OF VIEW



THE CUSTOMER’S VOICE AS AN ENGINE 
FOR CHANGE

664.757 SURVEYS 
launched via the app 
and website since the

program began

Adapted to the
customer’s

shopping basket
and store type

Gathered +200,000 
responses



THE CUSTOMER’S VOICE AS AN ENGINE 
FOR CHANGE

Including
personalised 

customer
information at 

every level

Store supervisors
make calls to the
biggest detractors

within 48 hours

With more than 
75% of issues 

resolved 
successfully



Low prices

Own Brand

Efficiency

Scale

Quality

Service

Customers

Customers now
have ALL the
power

NOW THE WHOLE ORGANISATION SPEAKS 
TO CUSTOMERS!



RESULTS & SUCCESSES

STRATEGIC 
IMAPCT

NPS is now an exec. 
KPI

OPERATIONAL 
IMPACT: 
Logistics

improvements

IMPACT ON 
STORES

Redesigned interior 
and exterior

PEOPLE IMPACT: 
Transformed the DIA 

culture

CUSTOMER 
IMPACT:

+50% increase in 
NPS

IMPACT ON OCX:
Granular 

measurement of CX 
metrics
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